
Community and Culture Incidents Report
1/1/2010 to 1/31/2010 as of 2/1/2010

First Contact Resolution 

Community and Culture

Top Number - Total Incidents

Bottom Number - FCR Met

Low Total

Application 

Support

Application Error None 1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Total 1
0

1
0

Capitol 

Desktop 

Support

Application Error None 1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Total 1
0

1
0

Capitol Hosting _No Tier 2 None None 2

0

2

0

Utah Master 

Directory

1

0

1

0

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



Low Total

Capitol Hosting _No Tier 2 None Total 3

0

3

0

Total 3

0

3

0

Application Error Novell 

GroupWise

1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Total 4
0

4
0

Help Desk Application Error Novell 

GroupWise

1

0

1

0

Remedy 

Service 

1

1

1

1

Symantec 

Endpoint 

1

0

1

0

Utah Master 

Directory

1

1

1

1

Total 4

2

4

2

Password Novell 

GroupWise

1

0

1

0

Total 1

0

1

0

Reporting Internet 

Explorer

1

1

1

1

Total 1

1

1

1

Total 6

3

6

3



Low Total

Help Desk Network Password None 1

1

1

1

Total 1

1

1

1

Total 1

1

1

1

Total 7
4

7
4

Metro A 

Desktop 

Support

Application Error Contribute 2

0

2

0

None 2

1

2

1

Novell 

GroupWise

2

0

2

0

Total 6

1

6

1

None None 1

1

1

1

Total 1

1

1

1

Password Novell 

GroupWise

1

0

1

0

Total 1

0

1

0

Reporting Camtasia 

Studio

1

0

1

0

Total 1

0

1

0

Total 9

2

9

2

Network Error Novell Client 

for 32-bit 

1

0

1

0



Low Total

Metro A 

Desktop 

Support

Network Error Total 1

0

1

0

Incident None 1

1

1

1

Total 1

1

1

1

Password None 1

1

1

1

Total 1

1

1

1

Total 3

2

3

2

PC/Laptop Error None 2

1

2

1

Total 2

1

2

1

Hardware None 1

1

1

1

Total 1

1

1

1

None Microsoft 

Windows XP 

1

1

1

1

None 1

1

1

1

Total 2

2

2

2

Virus None 1

0

1

0

Total 1

0

1

0

Total 6

4

6

4



Low Total

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident None 1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Total 19
8

19
8

Metro B 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

1

1

1

1

None 3

0

3

0

Total 4

1

4

1

Total 4

1

4

1

Application Error Adobe 

Contribute

1

0

1

0

None 1

0

1

0

Total 2

0

2

0

None Adobe Acrobat 

8.0 

1

1

1

1

None 2

1

2

1

Novell Client 

for 32-bit 

1

0

1

0

Total 4

2

4

2

Total 6

2

6

2



Low Total

Metro B 

Desktop 

Support

Network None None 2

0

2

0

Total 2

0

2

0

Total 2

0

2

0

PC/Laptop Error None 1

0

1

0

Total 1

0

1

0

Hardware None 2

0

2

0

Total 2

0

2

0

None Microsoft 

Windows XP 

1

1

1

1

Total 1

1

1

1

Performance None 2

1

2

1

Total 2

1

2

1

Virus None 1

0

1

0

Total 1

0

1

0

Total 7

2

7

2

Total 19
5

19
5

Network 

Operations

Application Error CA SiteMinder 1

0

1

0



Low Total

Network 

Operations

Application Error Total 1

0

1

0

Total 1

0

1

0

Total 1
0

1
0

Rural Central 

Desktop 

Support

_No Tier 2 None None 1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Total 1
0

1
0

Voice 

Operations

Telecom None None 2

0

2

0

Total 2

0

2

0

Total 2

0

2

0

Total 2
0

2
0

Total 55
17

55
17



Low Total

Application 

Support

Application Error None 1

1

1

1

Total 1

1

1

1

Total 1

1

1

1

Total 1
1

1
1

Capitol 

Desktop 

Support

Application Error None 1

1

1

1

Total 1

1

1

1

Total 1

1

1

1

Total 1
1

1
1

Capitol Hosting _No Tier 2 None None 2

0

2

0

Utah Master 

Directory

1

0

1

0

Total 3

0

3

0

Total 3

0

3

0

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



Low Total

Capitol Hosting Application Error Novell 

GroupWise

1

0

1

0

Total 1

0

1

0

Total 1

0

1

0

Total 4
0

4
0

Help Desk Application Error Novell 

GroupWise

1

0

1

0

Remedy 

Service 

1

0

1

0

Symantec 

Endpoint 

1

0

1

0

Utah Master 

Directory

1

0

1

0

Total 4

0

4

0

Password Novell 

GroupWise

1

0

1

0

Total 1

0

1

0

Reporting Internet 

Explorer

1

0

1

0

Total 1

0

1

0

Total 6

0

6

0

Network Password None 1

0

1

0

Total 1

0

1

0



Low Total

Help Desk Network Total 1

0

1

0

Total 7
0

7
0

Metro A 

Desktop 

Support

Application Error Contribute 2

1

2

1

None 2

1

2

1

Novell 

GroupWise

2

0

2

0

Total 6

2

6

2

None None 1

0

1

0

Total 1

0

1

0

Password Novell 

GroupWise

1

0

1

0

Total 1

0

1

0

Reporting Camtasia 

Studio

1

0

1

0

Total 1

0

1

0

Total 9

2

9

2

Network Error Novell Client 

for 32-bit 

1

0

1

0

Total 1

0

1

0

Incident None 1

0

1

0



Low Total

Metro A 

Desktop 

Support

Network Incident Total 1

0

1

0

Password None 1

0

1

0

Total 1

0

1

0

Total 3

0

3

0

PC/Laptop Error None 2

0

2

0

Total 2

0

2

0

Hardware None 1

0

1

0

Total 1

0

1

0

None Microsoft 

Windows XP 

1

0

1

0

None 1

0

1

0

Total 2

0

2

0

Virus None 1

0

1

0

Total 1

0

1

0

Total 6

0

6

0

Print/Copy/Sca

n/Fax

Incident None 1

0

1

0

Total 1

0

1

0



Low Total

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

Total 1

0

1

0

Total 19
2

19
2

Metro B 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

1

0

1

0

None 3

0

3

0

Total 4

0

4

0

Total 4

0

4

0

Application Error Adobe 

Contribute

1

1

1

1

None 1

0

1

0

Total 2

1

2

1

None Adobe Acrobat 

8.0 

1

0

1

0

None 2

0

2

0

Novell Client 

for 32-bit 

1

0

1

0

Total 4

0

4

0

Total 6

1

6

1

Network None None 2

1

2

1

Total 2

1

2

1



Low Total

Metro B 

Desktop 

Support

Network Total 2

1

2

1

PC/Laptop Error None 1

1

1

1

Total 1

1

1

1

Hardware None 2

0

2

0

Total 2

0

2

0

None Microsoft 

Windows XP 

1

0

1

0

Total 1

0

1

0

Performance None 2

1

2

1

Total 2

1

2

1

Virus None 1

1

1

1

Total 1

1

1

1

Total 7

3

7

3

Total 19
5

19
5

Network 

Operations

Application Error CA SiteMinder 1

1

1

1

Total 1

1

1

1

Total 1

1

1

1



Low Total

Network 

Operations

Total 1
1

1
1

Rural Central 

Desktop 

Support

_No Tier 2 None None 1

1

1

1

Total 1

1

1

1

Total 1

1

1

1

Total 1
1

1
1

Voice 

Operations

Telecom None None 2

1

2

1

Total 2

1

2

1

Total 2

1

2

1

Total 2
1

2
1

Total 55
12

55
12



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Low Total

Application 

Support

Application Error None 1

3.16

1

3.16

Total 1

3.16

1

3.16

Total 1

3.16

1

3.16

Total 1
3.16

1
3.16

Capitol 

Desktop 

Support

Application Error None 1

1.61

1

1.61

Total 1

1.61

1

1.61

Total 1

1.61

1

1.61

Total 1
1.61

1
1.61

Capitol Hosting _No Tier 2 None None 2

0.00

2

0.00

Utah Master 

Directory

1

0.00

1

0.00

Total 3

0.00

3

0.00

Total 3

0.00

3

0.00

Application Error Novell 

GroupWise

1

0.13

1

0.13



Low Total

Capitol Hosting Application Error Total 1

0.13

1

0.13

Total 1

0.13

1

0.13

Total 4
0.04

4
0.04

Help Desk Application Error Novell 

GroupWise

1

0.06

1

0.06

Remedy 

Service 

1

0.00

1

0.00

Symantec 

Endpoint 

1

0.00

1

0.00

Utah Master 

Directory

1

0.00

1

0.00

Total 4

0.02

4

0.02

Password Novell 

GroupWise

1

0.00

1

0.00

Total 1

0.00

1

0.00

Reporting Internet 

Explorer

1

0.00

1

0.00

Total 1

0.00

1

0.00

Total 6

0.02

6

0.02

Network Password None 1

0.00

1

0.00

Total 1

0.00

1

0.00

Total 1

0.00

1

0.00



Low Total

Help Desk Total 7
0.02

7
0.02

Metro A 

Desktop 

Support

Application Error Contribute 2

1.02

2

1.02

None 2

0.34

2

0.34

Novell 

GroupWise

2

0.07

2

0.07

Total 6

0.49

6

0.49

None None 1

0.00

1

0.00

Total 1

0.00

1

0.00

Password Novell 

GroupWise

1

0.22

1

0.22

Total 1

0.22

1

0.22

Reporting Camtasia 

Studio

1

0.33

1

0.33

Total 1

0.33

1

0.33

Total 9

0.40

9

0.40

Network Error Novell Client 

for 32-bit 

1

0.23

1

0.23

Total 1

0.23

1

0.23

Incident None 1

0.00

1

0.00

Total 1

0.00

1

0.00



Low Total

Metro A 

Desktop 

Support

Network Password None 1

0.00

1

0.00

Total 1

0.00

1

0.00

Total 3

0.12

3

0.12

PC/Laptop Error None 2

0.19

2

0.19

Total 2

0.19

2

0.19

Hardware None 1

0.00

1

0.00

Total 1

0.00

1

0.00

None Microsoft 

Windows XP 

1

0.00

1

0.00

None 1

0.00

1

0.00

Total 2

0.00

2

0.00

Virus None 1

0.08

1

0.08

Total 1

0.08

1

0.08

Total 6

0.09

6

0.09

Print/Copy/Sca

n/Fax

Incident None 1

0.37

1

0.37

Total 1

0.37

1

0.37

Total 1

0.37

1

0.37



Low Total

Metro A 

Desktop 

Support

Total 19
0.28

19
0.28

Metro B 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

1

0.00

1

0.00

None 3

0.00

3

0.00

Total 4

0.00

4

0.00

Total 4

0.00

4

0.00

Application Error Adobe 

Contribute

1

2.64

1

2.64

None 1

0.20

1

0.20

Total 2

1.42

2

1.42

None Adobe Acrobat 

8.0 

1

0.00

1

0.00

None 2

0.00

2

0.00

Novell Client 

for 32-bit 

1

0.42

1

0.42

Total 4

0.14

4

0.14

Total 6

0.65

6

0.65

Network None None 2

0.25

2

0.25

Total 2

0.25

2

0.25

Total 2

0.25

2

0.25



Low Total

Metro B 

Desktop 

Support

PC/Laptop Error None 1

1.24

1

1.24

Total 1

1.24

1

1.24

Hardware None 2

0.00

2

0.00

Total 2

0.00

2

0.00

None Microsoft 

Windows XP 

1

0.00

1

0.00

Total 1

0.00

1

0.00

Performance None 2

0.70

2

0.70

Total 2

0.70

2

0.70

Virus None 1

0.87

1

0.87

Total 1

0.87

1

0.87

Total 7

0.64

7

0.64

Total 19
0.50

19
0.50

Network 

Operations

Application Error CA SiteMinder 1

4.93

1

4.93

Total 1

4.93

1

4.93

Total 1

4.93

1

4.93

Total 1
4.93

1
4.93



Low Total

Rural Central 

Desktop 

Support

_No Tier 2 None None 1

4.13

1

4.13

Total 1

4.13

1

4.13

Total 1

4.13

1

4.13

Total 1
4.13

1
4.13

Voice 

Operations

Telecom None None 2

40.28

2

40.28

Total 2

40.28

2

40.28

Total 2

40.28

2

40.28

Total 2
40.28

2
40.28

Total 55
2.47

55
2.47



Low Total

Application 

Support

Application Error None 1

1

1

1

Total 1

1

1

1

Total 1

1

1

1

Total 1
1

1
1

Capitol 

Desktop 

Support

Application Error None 1

1

1

1

Total 1

1

1

1

Total 1

1

1

1

Total 1
1

1
1

Capitol Hosting _No Tier 2 None None 2

0

2

0

Utah Master 

Directory

1

0

1

0

Total 3

0

3

0

Total 3

0

3

0

Application Error Novell 

GroupWise

1

0

1

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



Low Total

Capitol Hosting Application Error Total 1

0

1

0

Total 1

0

1

0

Total 4
0

4
0

Help Desk Application Error Novell 

GroupWise

1

0

1

0

Remedy 

Service 

1

0

1

0

Symantec 

Endpoint 

1

0

1

0

Utah Master 

Directory

1

0

1

0

Total 4

0

4

0

Password Novell 

GroupWise

1

0

1

0

Total 1

0

1

0

Reporting Internet 

Explorer

1

0

1

0

Total 1

0

1

0

Total 6

0

6

0

Network Password None 1

0

1

0

Total 1

0

1

0

Total 1

0

1

0



Low Total

Help Desk Total 7
0

7
0

Metro A 

Desktop 

Support

Application Error Contribute 2

0

2

0

None 2

0

2

0

Novell 

GroupWise

2

0

2

0

Total 6

0

6

0

None None 1

0

1

0

Total 1

0

1

0

Password Novell 

GroupWise

1

0

1

0

Total 1

0

1

0

Reporting Camtasia 

Studio

1

0

1

0

Total 1

0

1

0

Total 9

0

9

0

Network Error Novell Client 

for 32-bit 

1

0

1

0

Total 1

0

1

0

Incident None 1

0

1

0

Total 1

0

1

0



Low Total

Metro A 

Desktop 

Support

Network Password None 1

0

1

0

Total 1

0

1

0

Total 3

0

3

0

PC/Laptop Error None 2

0

2

0

Total 2

0

2

0

Hardware None 1

0

1

0

Total 1

0

1

0

None Microsoft 

Windows XP 

1

0

1

0

None 1

0

1

0

Total 2

0

2

0

Virus None 1

0

1

0

Total 1

0

1

0

Total 6

0

6

0

Print/Copy/Sca

n/Fax

Incident None 1

0

1

0

Total 1

0

1

0

Total 1

0

1

0



Low Total

Metro A 

Desktop 

Support

Total 19
0

19
0

Metro B 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

1

1

1

1

None 3

1

3

1

Total 4

2

4

2

Total 4

2

4

2

Application Error Adobe 

Contribute

1

0

1

0

None 1

0

1

0

Total 2

0

2

0

None Adobe Acrobat 

8.0 

1

0

1

0

None 2

1

2

1

Novell Client 

for 32-bit 

1

0

1

0

Total 4

1

4

1

Total 6

1

6

1

Network None None 2

1

2

1

Total 2

1

2

1

Total 2

1

2

1



Low Total

Metro B 

Desktop 

Support

PC/Laptop Error None 1

0

1

0

Total 1

0

1

0

Hardware None 2

0

2

0

Total 2

0

2

0

None Microsoft 

Windows XP 

1

0

1

0

Total 1

0

1

0

Performance None 2

0

2

0

Total 2

0

2

0

Virus None 1

0

1

0

Total 1

0

1

0

Total 7

0

7

0

Total 19
4

19
4

Network 

Operations

Application Error CA SiteMinder 1

1

1

1

Total 1

1

1

1

Total 1

1

1

1

Total 1
1

1
1



Low Total

Rural Central 

Desktop 

Support

_No Tier 2 None None 1

1

1

1

Total 1

1

1

1

Total 1

1

1

1

Total 1
1

1
1

Voice 

Operations

Telecom None None 2

1

2

1

Total 2

1

2

1

Total 2

1

2

1

Total 2
1

2
1

Total 55
9

55
9



Low Total

Application 

Support

Application Error None 1

3.78

1

3.78

Total 1

3.78

1

3.78

Total 1

3.78

1

3.78

Total 1
3.78

1
3.78

Capitol 

Desktop 

Support

Application Error None 1

8.88

1

8.88

Total 1

8.88

1

8.88

Total 1

8.88

1

8.88

Total 1
8.88

1
8.88

Capitol Hosting _No Tier 2 None None 2

0.00

2

0.00

Utah Master 

Directory

1

0.01

1

0.01

Total 3

0.00

3

0.00

Total 3

0.00

3

0.00

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



Low Total

Capitol Hosting Application Error Novell 

GroupWise

1

1.71

1

1.71

Total 1

1.71

1

1.71

Total 1

1.71

1

1.71

Total 4
0.43

4
0.43

Help Desk Application Error Novell 

GroupWise

1

0.06

1

0.06

Remedy 

Service 

1

0.00

1

0.00

Symantec 

Endpoint 

1

0.00

1

0.00

Utah Master 

Directory

1

0.00

1

0.00

Total 4

0.02

4

0.02

Password Novell 

GroupWise

1

0.00

1

0.00

Total 1

0.00

1

0.00

Reporting Internet 

Explorer

1

0.00

1

0.00

Total 1

0.00

1

0.00

Total 6

0.02

6

0.02

Network Password None 1

0.00

1

0.00

Total 1

0.00

1

0.00



Low Total

Help Desk Network Total 1

0.00

1

0.00

Total 7
0.02

7
0.02

Metro A 

Desktop 

Support

Application Error Contribute 2

5.13

2

5.13

None 2

28.26

2

28.26

Novell 

GroupWise

2

0.17

2

0.17

Total 6

11.19

6

11.19

None None 1

0.02

1

0.02

Total 1

0.02

1

0.02

Password Novell 

GroupWise

1

0.22

1

0.22

Total 1

0.22

1

0.22

Reporting Camtasia 

Studio

1

0.55

1

0.55

Total 1

0.55

1

0.55

Total 9

7.55

9

7.55

Network Error Novell Client 

for 32-bit 

1

0.23

1

0.23

Total 1

0.23

1

0.23

Incident None 1

0.02

1

0.02



Low Total

Metro A 

Desktop 

Support

Network Incident Total 1

0.02

1

0.02

Password None 1

0.02

1

0.02

Total 1

0.02

1

0.02

Total 3

0.09

3

0.09

PC/Laptop Error None 2

0.15

2

0.15

Total 2

0.15

2

0.15

Hardware None 1

0.02

1

0.02

Total 1

0.02

1

0.02

None Microsoft 

Windows XP 

1

0.00

1

0.00

None 1

0.02

1

0.02

Total 2

0.01

2

0.01

Virus None 1

0.21

1

0.21

Total 1

0.21

1

0.21

Total 6

0.10

6

0.10

Print/Copy/Sca

n/Fax

Incident None 1

1.17

1

1.17

Total 1

1.17

1

1.17



Low Total

Metro A 

Desktop 

Support

Print/Copy/Sca

n/Fax

Total 1

1.17

1

1.17

Total 19
3.78

19
3.78

Metro B 

Desktop 

Support

_No Tier 2 None Microsoft 

Windows XP 

1

8.56

1

8.56

None 3

2.01

3

2.01

Total 4

3.65

4

3.65

Total 4

3.65

4

3.65

Application Error Adobe 

Contribute

1

2.64

1

2.64

None 1

0.76

1

0.76

Total 2

1.70

2

1.70

None Adobe Acrobat 

8.0 

1

1.22

1

1.22

None 2

2.99

2

2.99

Novell Client 

for 32-bit 

1

2.26

1

2.26

Total 4

2.37

4

2.37

Total 6

2.15

6

2.15

Network None None 2

2.37

2

2.37

Total 2

2.37

2

2.37



Low Total

Metro B 

Desktop 

Support

Network Total 2

2.37

2

2.37

PC/Laptop Error None 1

34.28

1

34.28

Total 1

34.28

1

34.28

Hardware None 2

0.01

2

0.01

Total 2

0.01

2

0.01

None Microsoft 

Windows XP 

1

0.18

1

0.18

Total 1

0.18

1

0.18

Performance None 2

1.64

2

1.64

Total 2

1.64

2

1.64

Virus None 1

0.87

1

0.87

Total 1

0.87

1

0.87

Total 7

5.52

7

5.52

Total 19
3.73

19
3.73

Network 

Operations

Application Error CA SiteMinder 1

4.93

1

4.93

Total 1

4.93

1

4.93

Total 1

4.93

1

4.93



Low Total

Network 

Operations

Total 1
4.93

1
4.93

Rural Central 

Desktop 

Support

_No Tier 2 None None 1

59.76

1

59.76

Total 1

59.76

1

59.76

Total 1

59.76

1

59.76

Total 1
59.76

1
59.76

Voice 

Operations

Telecom None None 2

79.32

2

79.32

Total 2

79.32

2

79.32

Total 2

79.32

2

79.32

Total 2
79.32

2
79.32

Total 55
7.35

55
7.35

_No Tier 2 YesNone  8.27TIR:TIR Missed:NoneINC000000052730

Yes  119.53TTR:TTR Missed:Rural Central Desktop Support Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000058387

Yes  7.84TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062221

No  0.00TTR:TTR Missed:Capitol Hosting Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062222

No  0.00TTR:TTR Missed:Capitol Hosting Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062732

No  3.39TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:Utah Master DirectoryINC000000066451

No  0.02TTR:TTR Missed:Capitol Hosting Low ResolvedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000068319

Yes  17.11TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000071715

No  0.82TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture



Application YesError  1.02TIR:TIR Missed:NoneINC000000055756

No  113.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

Application NoReporting  0.65TIR:TIR Missed:Camtasia StudioINC000000058044

No  1.11TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

Application YesError  3.22TIR:TIR Missed:NoneINC000000059747

Yes  17.76TTR:TTR Missed:Capitol Desktop Support Low ClosedCommunity and Culture

Application NoError  0.00TIR:TIR Missed:Remedy Service Request ManagementINC000000060371

No  0.00TTR:TTR Missed:Help Desk Low ClosedCommunity and Culture

Application YesError  5.27TIR:TIR Missed:Adobe ContributeINC000000060373

No  5.27TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

Application NoError  0.19TIR:TIR Missed:Novell GroupWiseINC000000060392

No  0.30TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

Application YesError  3.12TIR:TIR Missed:ContributeINC000000060628

No  19.58TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

Application YesError  9.86TIR:TIR Missed:CA SiteMinderINC000000061314

Yes  9.86TTR:TTR Missed:Network Operations Low ClosedCommunity and Culture

Application NoError  0.26TIR:TIR Missed:Novell GroupWiseINC000000061319

No  3.42TTR:TTR Missed:Capitol Hosting Low ClosedCommunity and Culture

Application YesError  6.32TIR:TIR Missed:NoneINC000000063275

Yes  7.56TTR:TTR Missed:Application Support Low ClosedCommunity and Culture

Application NoNone  0.84TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000063475

No  4.52TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

Application NoError  0.95TIR:TIR Missed:ContributeINC000000064257

No  0.95TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

Application NoError  0.00TIR:TIR Missed:Utah Master DirectoryINC000000064372

No  0.00TTR:TTR Missed:Help Desk Low ClosedCommunity and Culture

Application NoError  0.00TIR:TIR Missed:Symantec Endpoint ProtectionINC000000064408

No  0.00TTR:TTR Missed:Help Desk Low ClosedCommunity and Culture

Application NoPassword  0.00TIR:TIR Missed:Novell GroupWiseINC000000064687

No  0.00TTR:TTR Missed:Help Desk Low ClosedCommunity and Culture

Application NoError  0.09TIR:TIR Missed:Novell GroupWiseINC000000065925

No  0.37TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommunity and Culture

Application NoPassword  0.44TIR:TIR Missed:Novell GroupWiseINC000000065970

No  0.44TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommunity and Culture

Application NoNone  0.00TIR:TIR Missed:NoneINC000000066801

Yes  11.84TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

Application NoError  0.00TIR:TIR Missed:NoneINC000000068518

No  0.05TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommunity and Culture

Application NoReporting  0.00TIR:TIR Missed:Internet ExplorerINC000000069344

No  0.00TTR:TTR Missed:Help Desk Low ResolvedCommunity and Culture

Application NoError  0.40TIR:TIR Missed:NoneINC000000069915

No  1.52TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

Application NoNone  0.00TIR:TIR Missed:NoneINC000000070433

No  0.03TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommunity and Culture

Application NoNone  0.00TIR:TIR Missed:Adobe Acrobat 8.0 ProfessionalINC000000071165

No  2.45TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

Application NoError  0.12TIR:TIR Missed:Novell GroupWiseINC000000071379

No  0.12TTR:TTR Missed:Help Desk Low ResolvedCommunity and Culture



Application NoNone  0.00TIR:TIR Missed:NoneINC000000071601

No  0.14TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

Network NoError  0.46TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000060522

No  0.46TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000060859

No  0.00TTR:TTR Missed:Help Desk Low ClosedCommunity and Culture

Network YesNone  1.01TIR:TIR Missed:NoneINC000000061143

Yes  9.28TTR:TTR Missed:Metro B Desktop Support Low ClosedCommunity and Culture

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000065637

No  0.03TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommunity and Culture

Network NoIncident  0.00TIR:TIR Missed:NoneINC000000070685

No  0.04TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommunity and Culture

Network NoNone  0.00TIR:TIR Missed:NoneINC000000071166

No  0.18TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

PC/Laptop NoError  0.58TIR:TIR Missed:NoneINC000000057681

No  0.58TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

PC/Laptop NoNone  0.00TIR:TIR Missed:Microsoft Windows XP Professional [3]INC000000059188

No  0.00TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

PC/Laptop YesError  2.47TIR:TIR Missed:NoneINC000000059603

No  68.56TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000063190

No  0.04TTR:TTR Missed:Metro A Desktop Support Low ClosedCommunity and Culture

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000065394

No  0.03TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommunity and Culture

PC/Laptop YesVirus  1.74TIR:TIR Missed:NoneINC000000065629

No  1.74TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

PC/Laptop YesPerformance  2.62TIR:TIR Missed:NoneINC000000066634

No  2.62TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000068899

No  0.04TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommunity and Culture

PC/Laptop NoPerformance  0.19TIR:TIR Missed:NoneINC000000069239

No  3.95TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000069785

No  0.03TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000069788

No  0.02TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

PC/Laptop NoNone  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000070966

No  0.36TTR:TTR Missed:Metro B Desktop Support Low ResolvedCommunity and Culture

PC/Laptop NoVirus  0.17TIR:TIR Missed:NoneINC000000071893

No  0.42TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommunity and Culture

Print/Copy/Scan/Fax NoIncident  0.74TIR:TIR Missed:NoneINC000000067829

No  2.34TTR:TTR Missed:Metro A Desktop Support Low ResolvedCommunity and Culture

Telecom YesNone  160.82TIR:TIR Missed:NoneINC000000047692

Yes  311.75TTR:TTR Missed:Voice Operations Low ResolvedCommunity and Culture



Telecom NoNone  0.30TIR:TIR Missed:NoneINC000000066142

No  5.53TTR:TTR Missed:Voice Operations Low ResolvedCommunity and Culture


